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Abstract
This paper investigates the constraints that limit the use of pub-
lic bus by people commuting to work in Putrajaya, Malaysia. 
Putrajaya was built to replace the city of Kuala Lumpur as 
the new administrative centre for the government of Malaysia. 
This research adopted qualitative methods which involved a 
total of 29 respondents who use car and/or bus to commute to 
their workplaces. The findings of this study show that several 
factors, such as reliability, safety, and customer service, play 
considerable roles in promoting the use of public transpor-
tation. The respondents agree that reliability (e.g. frequency, 
punctuality, and transfer) is an important factor in choosing 
a particular mode of transport. Safety is one of the major 
concern amongst the respondents, which need to be improved 
along with customer satisfaction of the public bus service. The 
results of this study suggest that a more reliable and accessible 
service is required to promote public bus as an attractive mode 
of transport.
Keywords
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1 Introduction
Antrop (2000) defined urbanisation as a complex process 
which transform rural landscapes into urban ones, forming star-
shaped spatial patterns controlled by the area’s physical condi-
tions and accessibility by routes of transportation. The level of 
urbanisation in the world in the mid-19th century was predicted 
to range between 4 and 7% compared to the level of urbani-
sation at around A.D. 1600 and the beginning of 19th century 
of only 1.6% and 2.2%, respectively. Urbanisation progressed 
rapidly in the region of Western Europe and North America 
during the early industrialisation era. According to Antrop 
(2004), urbanisation is one of the most important factor in 
European civilisation. In European countries, the percentage 
of people living in urban area has reached approximately 80%.
As with developed countries, developing countries, such 
as Indonesia, Thailand, Malaysia, also experienced urbani-
sation. However, urbanisation in these areas progressed in a 
different way from that experienced by developed (western) 
countries. Murakami et al. (2005) highlighted that Jakarta 
(Indonesia) and Bangkok (Thailand) experienced similar trend 
of decreasing population density in the city centre, while in the 
same study found that Manila (Philippines) showed a different 
trend. During the growing era of urbanisation, accessibility and 
transportation infrastructure become the most important factor 
(Lewis and Maund, 1976).
Malaysia too goes through the urbanisation phenomena. 
This phenomenon has resulted in increased demand for trans-
portation. The demand for transportation is proportional with 
the rapid migration of people from rural to urban areas. Most 
urban areas in developing Asian countries such as Malaysia are 
densely populated and urban transportation in these areas rely 
on land-based transportation such as cars and motorcycles as 
well as rail-based transportation, namely commuter trains, light 
rapid transit (LRT), mass rapid transit (MRT), etc. The expen-
diture (e.g. fuel and toll costs) incurred for commuting in urban 
areas takes as much as 5 to 15 percent of household income 
(Tangphaisankun et al., 2010).
Presently, most Malaysians dependent on private cars to com-
mute from one place to another. This is evident from the fact 
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that the percentage of car ownership in Malaysia is constantly 
increasing every year. As many as 48.5% of all the vehicles reg-
istered in Malaysia in 2013 are private cars (Road Transport 
Department, 2014), which is the highest amongst all types of 
vehicles. The increasing ownership of cars has not encouraged 
people to use transport as the main mode of transport. One of the 
most remarkable findings with regard to the use of public trans-
port in Kuala Lumpur is that it has dropped from 35 percent in 
1980 to 16 percent in 2007 (Gakenheimer and Zegras, 2004). 
The increase in ownership of private cars has ultimately led to 
traffic congestion and slow commute. Public transportation is 
also said to contribute to traffic congestion since the speed of 
traffic on major roads in Kuala Lumpur is only between 10 km/h 
to 35 km/h during peak hours (Mohamad and Kiggundu, 2007).
Putrajaya, the new federal administrative region of Malaysia, 
is located 20 km from Kuala Lumpur International Airport 
(KLIA) and 25 km from Kuala Lumpur City Hall. Putrajaya 
comprises of 20 Precincts. The city occupies an area of 4,931 
hectares and has a population of 67,964 (Borhan et al., 2014). 
Putrajaya has contributed to the further increase in the owner-
ship of private cars in the city centre. Putrajaya has a unique 
transport policy which aim to achieve 70% sharing of public 
transport in its core areas. The public transportations available 
in Putrajaya are bus, taxi, and KLIA Transit. However, the cur-
rent modal split between public transport and private transport 
is 15:85 (Borhan et al., 2014; Nor et al., 2006). Several facili-
ties, such as the ‘park and ride’ service, have not been success-
ful in attracting commuters to use public transport. The public 
bus service operating in Putrajaya is not popular due to tardiness 
and long travel time. The Malaysian government began to shift 
the administrative centre of the country from Kuala Lumpur to 
Putrajaya on June 2, 1993. Between 1993 and 2010, a total of 
25 ministries and 51 government agencies have been moved 
entirely to Putrajaya, creating 254,000 employment opportuni-
ties (Putrajaya Corporation, 2010). These figures indicate the 
expected increase in the number of cars in Putrajaya as a result 
of this migration of work force. With the declaration of a new 
government administrative centre, the price of properties in 
Putrajaya have also recorded a sharp increase compared to the 
price in surrounding regions. This has caused an imbalance in 
the infrastructure of the Putrajaya city centre which require res-
idences to be built outside the city. With job opportunities being 
concentrated mostly in the city centre, the commuting patterns 
of workers have resulted in peak hour congestion on major 
roads and highways in both directions (in and out of the city). 
Furthermore, the increased participation of women in industries 
in response to the increasing demand in the labour market has 
contributed to the increase in the ownership of private cars.
There are many factors which make private cars more pop-
ular and preferred over other mode of transport, such as bus or 
train. Prior studies (Ellaway et al., 2003; Hiscock et al., 2002) 
have found that cars are able to provide door-to-door travel 
service which reduce travel time and which cannot be achieved 
when using public transportation. Furthermore, in addition to 
not being able to cater for individual destinations, buses are 
also associated with delays and its service may not be avail-
able when needed. This has resulted in lack of trust in pub-
lic transport and discouraged people from using them (Nutley 
and Thomas, 1995). On the other hand, private cars could meet 
commuters’ demand in terms of travelling as well as providing 
ample space for baggage; they are also child-friendly. Cars pro-
vide safety and privacy to the driver and passenger(s). Having 
control over their travel gives additional satisfaction to the 
drivers (Cameron et al., 2004). These factors have ultimately 
discouraged people from using public transport, especially 
when it comes to daily commute, Therefore, efforts need to be 
made to implement measures which reduce the attraction of 
using private cars (Garling and Schuitema, 2007).
This study presents the findings of a qualitative study involv-
ing the opinions of both public transport and private car users 
in Putrajaya. The research questions addressed in this study 
are: Why is public transportation not a very popular mode of 
transport amongst employees? How do employees rate the level 
of public transport services? To answer these questions, an 
in-depth interview was conducted with employees who work at 
the Malaysian government administrative centre of Putrajaya.
The paper begins with a brief discussion of the research meth-
odology adopted in this study, including the respondents and the 
data collections process. The next section presents the results of 
the study, followed by discussion in Section 4. The limitations 
of the study is discussed in Section 5. A conclusion with overall 
summary of the findings is presented in Section 6.
2 Methodology
Qualitative research refers to an approach which explore 
human experience, perception, motivation, and behavior 
(Parahoo, 2006). Quantitative method may present information 
in numerical form, which involve a variety of statistical meth-
ods. There are many options for collection and analysis of data 
in a qualitative study, such as semi-structured and in-depth inter-
views; focus groups or group interviews; observational methods; 
video and audio recording; participative or action research; and 
documentary analyses, including analysis of visual materials. In 
addition, a qualitative study investigates the answers to the ques-
tions of ‘what’, ‘how’ or ‘why’ which surround a phenomenon 
rather than the question of ‘how many’ or ‘how much’ (Green & 
Thorogood, 2004). Many qualitative studies aim to understand 
social situations from the perspective of the people receiving 
services or the service providers (Britten, 2011). One of the 
advantages of qualitative research is that it requires smaller 
sample sizes compared to quantitative research (Patton, 1990). 
Moreover, qualitative research allows respondents to express 
their own opinions and experiences regarding the phenomenon 
being studied in their own words (Beirao and Cabral, 2007).
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Many quantitative methods are used to investigate travel 
behaviour, such as logistic function to predict the probability of 
switching from using private vehicles to using public transport 
through the development of policies. Another form of quanti-
tative study uses structural equation model to predict the use 
of public transport by creating several forecasters to explain 
travel behaviour. However, qualitative research is also needed 
along with quantitative research to explain travel behaviour 
(Beirao and Cabral, 2007). Quantitative approaches have the 
advantage of measuring the reactions of many subjects to a 
limited set of questions, thus allowing the comparison and sta-
tistical aggregation of the data. On the other hand, qualitative 
methods yield a wealth of data on a small number of individ-
uals (Patton, 1990). While qualitative methods offer a great 
potential for transportation research, they should not be seen 
as a replacement to quantitative methods; rather it is an exten-
sion to help explain the psychological and social factors which 
influence travel behaviour (Clifton and Handy, 2003).
2.1 Respondent
A total of 29 respondents, 10 male and 19 female, between 
the age of 21 and 51 years old were selected for the interview 
(Table 2). All respondents work at the Ministries or govern-
ment departments and agencies in Putrajaya. Based on their 
mode of transport, three groups were defined a priori:
• Public transport users: regular users of public transport to 
commute to work (11 participants).
• Car users: private car users for commuting to work 
(14 participants).
• Both: private car and occasional public transport users 
(4 participants).







Male Female Male Female Male Female
20-29 1 6 2 3 1 1 14
30-39 1 3 3 3 1 11
40-49 1 1 2
50-59 1 1 2
Total 2 9 7 7 1 3 29
2.2 Data Collections
The interviews were semi-structured and took an average 
of 30 minutes to be conducted based on a predefined interview 
guide. The process and factors influencing the most regular 
choice of transport are considered in this study. The interviews 
explored the respondents’ attitudes towards a particular mode 
of transport, as well as how they were attracted to use public 
transport. The participants’ overall perception of public bus 
service and their evaluation of the different modes of transport 
were taken into account. The interviews addressed the use of 
the bus and private car in particular since they are the two 
major choices of transport.
3 Results
The results obtained in this study consist of responses from 
respondents who use public transport or private cars or both to 
commute to their workplaces in Putrajaya. The results show 
that several factors should be taken into account to promote 
the use of public transport, such as increasing the frequency 
of bus service, decreasing the travel time of buses, providing 
sufficient information such as bus routes and schedule, safety, 
and also offering other alternatives such as light rail.
3.1 Travel Time
The long travel time of public buses discouraged the respon-
dents from using public transport. This long travel time causes 
stress which encouraged the users to switch to using private cars 
to reduce the extra stress in commuting. A former 24-year old 
female bus user who switched to driving her own car, explained:
“I feel exhausted when I have to take the bus because there 
are too many stops and I often spend almost an hour on the 
bus when returning from work. With a tired body (after work), 
spending an hour on the bus is very nauseating”.
“However, public transportation such as the bus is still use-
ful as an alternative mode, but it needs improvement in reduc-
ing the length of travel time that can reduce the passengers’ 
time to get to work”.
(Female car user who used to take public bus, 34 years old)
On the other hand, public transport users are those with 
lower income who often cannot afford to own a car. However, 
they earnestly hope that bus operators will reduce the travel 
time of the buses:
“I have no car. I take the bus every day. I hope the bus oper-
ators will reduce the bus travel time which takes more than 45 
minutes to reach the destination”.
(Male bus user, 26 years old)
3.2 Frequency and Punctuality of Buses
Frequency and punctuality are very important factors which 
influence a user’s decision whether or not to use public trans-
port. Bus providers usually set the frequency of buses based on 
passenger demand. The frequency of a bus is proportional to 
the demand for the bus. Almost 80% of the car users decided 
to drive to work because the bus service is not as frequent as 
needed. Many claimed that they had to wait for the bus for 
quite a long period. 
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“Need to provide more buses to each route or make it more 
frequent to every 10 minutes”.
(Female car user, occasional public transport user, 29 year old)
“Public transport will be better if the bus frequents every 15 
minutes”.
(Female car user, 29 years old)
Car users are more concerned with the punctuality of public 
transport than public transport users. At the time of the study, 
there were four buses operating in Putrajaya during peak hours 
(morning and evening). Many car users asserted that they did not 
take the bus because the service is not available at the time that 
they needed it and they might be late for work because of this. 
“With the car, I can go to work without having to walk to the 
bus stop and there is no need to wait for the bus”. 
(Male car user, 25 years old)
“I had an intention to travel to work by bus. But when I 
heard complaints from many of my friends about the bus not 
being on time and the travel time is also usually quite long, I’m 
quite worried to take the bus, it’s better to drive car to work”.
(Female car user, 32 years old)
“Public transport must be punctual so a user does not have 
to wait too long and they are late to work as a result”.
(Female car user, 23 years old)
Public transport users are also not satisfied with the arrival 
time of the buses.
“The bus arrival time should be systematic and frequent so 
that passengers never have to wait too long to board a bus”.
(Female bus user, 24 years old)
“I hope that the public transport will be more punctual to 
follow the schedule. I had to wait up to an hour for the bus. 
The long wait for the bus will waste my time”.
(Female bus user, 28 years old)
3.3 Cost
The general notion is that public transport service is cheaper 
than owning private cars. All respondents generally agree that 
public transport will reduce their travel cost. This indicates that 
although bus travel is economical, it is not significant enough 
to encourage private car drivers to switch to public transport.
“I know by taking the bus I only need to pay as much as 
MYR 0.50 (USD 0.15) per trip, but I’m more comfortable driv-
ing to work”.
(Female car user, 35 years old)
“Driving car to work is quite expensive and I should spend 
around MYR 50 (USD 15) for fuel every week”.
(Male car user, 41 years old)
“I agree! Using the bus is cheaper than using the car”.
(Male car user, 32 years old)
However, financially, those who had just begun working 
may not be able to afford owning a car and therefore consider 
public transport as an important means of commuting. None of 
the public transport users complain about the cost of their trip.
“As a person who is just starting a career, using the bus to 
work certainly saves my budget because I only spend as much 
as MYR 5 (USD 1.50) to pay for bus fare every week”.
(Female bus user, 21 years old)
3.4 Accessibility to Public Transport
The level of accessibility to transport services is a key factor 
in planning the facilities for public transport. “Transit accessi-
bility” refers to users’ ability to access transit facilities such as 
bus stops or train stations. Transit accessibility is influenced by 
factors such as pedestrian path, bicycle lane, bus-stop condi-
tion, and access by people with disability. With regard to acces-
sibility to public transport, bus users show a higher level of 
concern than car users.
“Bus stops should be provided at both sides of the road”.
(Female bus user, 24 years old)
“Need to provide more bus stops for the convenience of 
users. If there is no bus stop, where do we wait for the bus?”.
(Male bus user, 26 years old)
3.5 Information
The availability of crucial information, such as bus route and 
schedule, is important to attract people to use public transport. 
Several respondents, especially private car users, stressed the 
importance of bus route and schedule.
“They need to provide bus schedules and routes to facilitate 
users’ reference. I think it is definitely confusing for the first-
time bus user if here is no information available at the bus stop 
or in the bus”.
(Female car user, 24 years old)
“I’m actually not sure whether the information is provided at 
the bus stop or in the bus. But it is important for bus operators 
to provide sufficient information”.
(Male car user, 41 years old)
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Some of the respondents who use public transport need 
online information to manage their travel plan. Respondents 
complained that they were not updated about change in route, 
which eventually resulted in a longer travel time.
“There is information at the bus stop as about the bus num-
ber, bus routes and bus arrival times. But no information is 
provided online. Online information will make the travel plan 
easier for the users”
(Female bus user, 28 years old)
“Bus information is available. But sometimes bus travelling 
en route is not found in the routing schedule. Very confusing”.
(Male bus user, 26 years old)
3.6 Transfer
As a feeder for the rail service, public bus service plays an 
important role in ensuring a seamless transfer from one mode 
of transport to another, thus ensuring an effective public trans-
port system. Users may stop using public transport if they have 
to wait a long time for the bus-to-train or train-to-bus transfer. 
Respondents also complained that, when there are no passengers, 
bus drivers would drive pass by an interchange station without 
stopping. Public transport users were more concerned than private 
car users about the transfer service provided by bus operators.
“Each bus must stop at an interchange station for at least 
one minute to wait for passengers and should not pass by when 
there are no passengers. It is possible that the passenger could 
be walking to the bus stop to get the bus at that time”.
(Male bus user, 31 years old)
“The bus at the interchange station should be departing 
after the train arrives. When I arrived at the interchange sta-
tion, the bus just departed. So I have to wait for the next bus. 
This wastes my time”.
(Female bus user, 28 years old)
One former bus user switched to using her car because of the 
delays she experienced when using public bus. 
“Reduce the number of bus exchange to the destination 
because it will waste a lot of time”.
(Female car user, 34 years old)
3.7 Hours of Service
Hours of service is one of the key factors in promoting pub-
lic transport. Several respondents, specifically those who use 
public transport, expressed their dissatisfaction with the hours 
of service in the evening and on weekends. The lack of service 
during off-peak hours causes inconvenience to those who have 
to work overtime. 
“Public bus services are quite satisfactory at peak hours 
(morning and evening) but very poor in the late evening. The bus 
frequency does not follow the schedule (every 30 minutes) and 
bus travel does not follow the route in the routing schedule. I have 
had the experience waiting for the bus over an hour after 6 p.m.”.
(Female bus user, 32 years old)
“On the weekend, the public transport service is not satis-
factory and it is troubling for me to do overtime job”.
(Female bus user, 50 years old)
Most private car users are of the opinion that bus service 
must be provided until late night to facilitate the commute of 
the public.
“Either after office hours or on the weekend, the bus service 
should be on schedule”.
(Male car user, 43 years old)
One former bus user echoed a similar opinion with public 
transport users in terms of hours of service.
“Before using the car, I used the public transport but many 
problems arise whenever I had to do overtime jobs, especially on 
weekends. I wasted my time and energy just to wait for the bus”.
(Female car user, 34 years old)
3.8 Safety and Customer Service
Safety is an important factor when choosing a mode of 
transportation. Several respondents, especially female respon-
dents, are more concerned about their safety when using pub-
lic transport. One woman reported that on one occasion the 
bus driver violated traffic rules.
“The bus drivers should be trained well and they should be 
exposed to the traffic regulations. It is common to see the bus 
drivers driving quite dangerously over the speed limit”.
(Female bus user, 29 years old)
“The bus driver drives very fast without considering the 
safety of passengers on board. They also violate traffic signs”.
(Female car user and occasional bus user, 34 years old)
“When I was driving a car to work, a bus had overtaken me. 
I think I was driving around 60 to 70km/h at that time. The bus 
was being driven quite fast”.
(Male car user, 27 years old)
Negative incidents, such as tardy service, lack of or incor-
rect information on bus/train routes and schedule, could mar 
the reputation of public transport. Unprofessional employees 
could mean poor quality service.
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“Bus transportation in Putrajaya is satisfactory. But some 
drivers were irreverent and not friendly. Every service provided 
has its own client charter, so why not practise it?”
(Female bus user, 25 years old)
“I would feel comfortable if the driver can respect me as a 
bus passenger and follow the traffic rules while driving”.
(Female bus user, 31 years old)
3.9 Reasons for Not Using Public Transport
Private car users and occasional public transport users were 
asked about the reasons why they are reluctant to use public 
transport. 
“I’m more comfortable driving a car… I do not have to wait 
for the bus and the bus is also too crowded”.
(Male car user, 27 years old)
“If I take the bus I do not know when I’ll arrive at the office. 
The bus tends to stop so many times”.
(Female car user, 34 years old)
“I need to take my son to and from the school. School bus 
facility is not provided. Therefore, it is impossible for me to go 
to work using the public transportation”.
(Female car user, 32 years old)
“I cannot use the public transport because I need to carry 
a lot of goods for my part time job. If I had to use the public 
transportation to bring these items; it is quite difficult”.
(Male car user, 27 years old)
“I prefer to use the car because of the weather factor”.
(Male car user, 50 years old)
4 Discussion
This study describes the perceptions of both public and pri-
vate transportation users in Putrajaya, Malaysia in the effort to 
improve public transport service and ridership. There are sev-
eral factors which clearly encourage people to choose public 
bus. Firstly, respondents perceived travel time and reliability 
(e.g. frequency, punctuality, and transfer) as crucial factors 
when choosing a particular mode of transport. Prior studies 
(Beirao and Cabral, 2007; Cools et al., 2009; Santoso et al., 
2012) found that travel time and reliability play a key role in 
determining the choice for mode of transport. This study found 
that some respondents switched to using private cars due to 
the stressful experience with regard to travel time when using 
public bus. This indicates that the issues with travel time when 
using public bus has led people to switch to using private cars. 
Therefore, it is imperative for bus operators to take measures 
to reduce travel time which will save users from undue delay 
and stress. Reducing travel time for buses by up to fifty per-
cent may increase the number of passengers by up to fifteen 
percent (Currie and Wallis, 2008).
Furthermore, the time factor is also influenced by the fre-
quency of buses arriving at bus stops. According to Currie and 
Loader (2009), the characteristics of a typical network of a suc-
cessful trip when using public transport include high frequency 
(where the service is provided at a frequency of less than 10 min-
utes for each bus) and stable routes with fixed stops. A bus fre-
quency of between 10 to 15 minutes could reduce users’ stress 
because it prevents undue delay in their journey (Balcombe, 
2004). This shows that by increasing the frequency of buses, 
bus operators may be able to meet consumers’ demand, which 
is a key factor. In addition, buses should adhere to the schedule 
set to ensure punctuality. Users may not have much to complain 
about when buses arrive on time. However, the uncertainty in bus 
schedule creates more troublesome issues (Konig, 2002). Most 
respondents who use private cars were bothered by the delays due 
to the erratic bus schedule which caused them to be late for work.
Apart from this, the smoothness and effectiveness in the 
transfer between public buses and trains are two of the most 
important factors impacting the quality of public transport. 
Some respondents stressed that buses at interchange stations 
should depart several minutes after the arrival of the trains at the 
stations. This is to ensure seamless and quick transfer of passen-
gers from buses to trains or vice versa. Buses often do not stop 
at train stations when the drivers do not see any passengers at 
the bus stop, and because of these passengers who are still walk-
ing to the bus stop might miss the bus. According Santoso et 
al. (2012), the average ideal transfer time proposed by working 
commuters or students was eight minutes, while for non-work-
ing commuters it is nine minutes. In the same study, Santoso et 
al. pointed out that parents with small children and senior cit-
izens need longer transfer time compared to other commuters. 
Hence it is necessary to have different transfer times for dif-
ferent groups of commuters. The findings of other studies (e.g. 
Anable, 2005; Cools et al., 2009; dell’Olio et al., 2011) support 
this approach. Therefore, bus operators should set sufficient 
transfer time at the interchange station/stop for each bus. 
In terms of cost, most respondents, especially private car 
users, acknowledged that taking public transport is cheaper 
than commuting by car. This finding is consistent with the find-
ings of a previous research (Beirao and Cabral, 2007). 
The second important factor in the effort to encourage the 
use of public transport is providing sufficient information 
about bus routes and schedules. Lack of information on public 
transport may confuse and frustrate people and it may even-
tually dissuade them from using public transport. In addition, 
the information provided must be accurate and clear to avoid 
confusion. Some bus users expressed their confusion regard-
ing a bus trip that apparently did not follow the route stated 
in the schedule. One car user mentioned her confusion when 
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boarding a bus because there was no information available at 
the bus stop or on the bus. Many researchers (Chorus et al. 
2013; Földes and Csiszár 2015) highlighted that the availabil-
ity of information on public transport (e.g. router planner appli-
cation based on real time data) could influence the decision 
regarding which mode of transport to use because, according 
to Csiszar (2013), user’s personal preference is an important 
factor in the determining the mode of transport. Several studies 
were conducted recently to assess the decisions made on mode 
of transport based on the available transportation information. 
Chorus et al. (2013) investigated the changes in user’s choice 
based on partial and incrementally more complete informa-
tion. Assessed the effect of some demand management tools 
on the choice of travel mode. Meanwhile, online information 
can help users plan and manage their bus trips without spend-
ing a lot of time waiting for the bus. Furthermore, live features 
such as real time bus arrival display can reduce commuter’s 
uncertainty regarding time of arrival and hence increase cus-
tomer satisfaction. Real-time bus arrival display at the station 
help to inform commuters of the expected arrival time of the 
next bus (Dziekan and Kottenhoff, 2007).
Thirdly, the decision to choose public bus for commuting to 
work is also influenced by the level of accessibility to bus stop/
station (Zhao et al., 2003). Easy access to bus stops and personal 
safety on the route from home to bus stops and vice versa are 
key issues in ensuring good public transport planning (Hess et 
al., 2004). It is crucial to ensure that safe and comfortable bus 
stops and pedestrian walkways are available for the public when 
they use public transport. Some bus users complained that they 
had to cross a busy road to get to the bus stop. This is a limita-
tion in the provision bus service, hence the authority should pro-
vide adequate facilities such as bus stops and pedestrian walk-
ways to encourage people to use public transport. Fourth, some 
respondents reported that they faced difficulties due to the lack 
of bus service in late evenings and on weekends. Hence extend-
ing the hours of service of public bus can attract more commut-
ers during these periods. There need to be a reasonable trade-off 
between bus operators and bus users in terms of the number 
of buses operating during weekends. Bus frequency can be 
reduced from four buses per hour for weekdays to three or two 
buses per hour on weekends, depending on the demand. 
Fifth, safety is an important factor in choosing a mode trans-
port. Chen and Gursoy (2001) reported that satisfaction and 
reliability are affected by two behavioural attitudes, namely 
perception of safety and comfort during a journey. The inter-
view reveals that many respondents, especially women, were 
concerned about reckless driving and violation of traffic rules, 
which give an impression that the safety of passengers are being 
compromised. In addition, women consider security feature as 
the main criterion in choosing public transportation (Nurdden 
et al., 2007). A good customer service provided by an employee 
or a bus driver can evoke a good perception about public 
transportation in general and buses in particular. A number of 
respondents complained about the attitude of the bus drivers 
who failed to show regard for users and treat passengers with 
respect. Overall satisfaction of bus users is directly affected by 
the negative experience they have when using public transport, 
such as delay or bad treatment from employees of the bus pro-
vider (Friman, 2004; Friman et al., 1998). Therefore, bus oper-
ators must seek to enhance customer service in the effort to 
further enhance customer satisfaction.
Car users cited a number of reasons which discourage 
them from using bus to commute to work. Some respondents 
use private cars to drive their children to and from the school 
due to the lack of school bus services in the residential areas. 
Other respondents are concern about comfort when the bus is 
crowded, erratic bus schedule, and long travel time due to fre-
quent stops. All these reasons make using private car a more 
comfortable and attractive option. Respondents also cited the 
benefits of private cars over public bus in terms of uncertain 
whether condition and ease of transporting heavy goods. 
The findings of this study are important in the effort to improve 
public transport services with the objective of attracting more pri-
vate vehicle users to switch to using public transport. This study 
is also important in assessing the effectiveness of the policies 
and measures taken by the government to provide quality public 
transportation. The findings of this study show that policy makers 
and transport operators should work together to deal with the lim-
itations of the public transport system in Malaysia.
5 Limitations
While the present study provides useful strategy in choosing 
a mode of transportation, there are some limitations that should 
be taken into account. First, this study only used in-depth inter-
view. There are several methods in qualitative study besides 
in-depth interview method, namely focus group and observa-
tion. Future research need to use these methods (triangulation 
technique) to enhance the credibility and trustworthiness of 
their results. The second limitation is lack of knowledge of par-
ticipant’s personal background (e.g. job, income, gender, age, 
required frequency, travel time, and choice for mode of trans-
port) to predict the mode of travel. However, it would be inter-
esting for future studies to investigate the influence of user’s 
characteristics and need in making decisions on mode of trans-
port. Seven factors were assessed in this study, namely travel 
time, frequency and punctuality, cost, accessibility by the pub-
lic, information, transfer, hours of service, and safety and cus-
tomer service. Another limitation of this study is that it did not 
take into consideration parking condition which might influ-
ence the decision on mode of transport. Hence, an assessment 
of how parking condition impact the decision on the mode of 
travel is also recommend for future research. 
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6 Conclusion
The main contribution of this study is in determining the key 
factors which influence the decision on the mode of transport 
and in promoting public transportation. The main factors taken 
into consideration are reliability, safety, and customer service. 
The results of this study served as a basis for the development 
of a model to structure the process of choosing a mode of pub-
lic transportation in Putrajaya. The key findings of this study is 
that in order to encourage people to commute to and from work 
by using public bus, a more reliable and accessible service need 
to be provided. Doing so will enhance customer safety and sat-
isfaction as well as attract potential users.
Furthermore, the choice for mode of transport is profoundly 
influenced by the availability of information on public trans-
port. Respondents are of the opinion that further improvements 
need to be made in the public bus service provided, while at the 
same time providing other alternative mode of transport (such 
as rail-based transport) to reduce dependency on private cars. 
Thus, in conclusion, providing more information regarding 
public transport system and improving its image is one of the 
key factors in attracting potential users. 
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